Purpose: Therefore, this study aims to test the effect of employee training and employee participation in TQM on customer satisfaction. 
INTRODUCTION
The Malaysian public service has long been engaged in various strategies aimed to improve customer satisfaction. The major movement towards this target dates back to 1989, which was the year in which TQM was launched by the Prime Minister of Malaysia. The move to implement TQM in public service in Malaysia is in line with other governments, among these -New Zealand (Breitbarth et al., 2010) , Taiwan (Chang et al., 2010) , United Arab Emirates (Mansour and Jakka, 2013) and Poland (Wisniewska and Szczepanska, 2014) . This encouraging acceptance of TQM has been due to many positive results reported in the literature, in which TQM is conjectured to be the most recommended and notable strategy for organizational performance (Talib et al., 2013) ; in which, by exerting a strong focus on customer satisfaction, the TQM has resulted in public organizations fulfilling customer expectation, and encouraging major enterprises for public organizations to continually improve the quality of their service (Breitbarth et al., 2010) . Customers of public organizations may be defined as citizens, taxpayers, voters, business communities and other parties that have taken into consideration such matters as regarding planning quality improvement (Wisniewska and Szczepanska, 2014) . To realize the objective of TQM, the critical role of human resources is clearly stated in the implementation guidelines that have been distributed to all public departments by the Malaysian government, which is known as the Development Administration Circulars No.1/1992. This guideline provides close attention to issues of employee training and employee participation, both of which are in line with the model of successful TQM which has already been widely discussed in the relevant literature (such as Talib et al., 2013) .
Like other public departments around the globe, public departments in Malaysia are supposed to have embraced the working culture which is extremely different from that which has been coined as corporate culture. Amongst others, public service is fuelled with unnecessary bureaucracy and restricted empowerments (Mansour and Jakka, 2013) . This raises the issue of transferability of TQM into public service, whence it originated from the manufacturing sector. To lessen the possibility of implementation problems which might possibly have become a hurdle, human resource management must be a focal point through which to address concentrated employee training (Talib et al., 2013) . Such training has also been proposed in order to rectify the discouraging attitudes of public service employees towards TQM implementation in the United Arab Emirates (Mansour and Jakka, 2013) . In addition, employee participation has been found to exert a strong performance impact on employees. (Yalabik et al., 2013) In contrast to the nature of public service which has long been associated with the working culture of bureaucracy, TQM requires its employees to be actively engaged as regards participating in decisions related to their job scope. Despite the issue of human resource management in the implementation of TQM, a remarkable amount of attention to the relevant literature has been exerted as regards this subject (Talib et al., 2013; Ullah and Yasmin, 2013; Zhang, 2000) . Many questions are still unanswered; and, amongst others, the issue of customer satisfaction in relation to employee participation has not yet been exhausted (Yuhanis and Zaiton, 2012) . A study on the impact of human resource management on employee satisfaction in TQM organization had been carried out (Chang et al., 2010) without any attempt to further investigate the impact of employee satisfaction on customer satisfaction. In their paper, they reported that the issue of the impact of human resource management on employee satisfaction had been left behind in the TQM literature. This literature gap, in relation to the issue of the relationship between human resource management and TQM outcomes, draws interest from both researchers and managers. Despite the fact that there are a number of researchers investigating TQM outcomes in Malaysia's public service (Ridzuan and Ismail, 2013) , very little work has been devoted to studying the link between human resource management, employee satisfaction and customer satisfaction.
Another significant contribution of this study to the literature is that of presenting evidence from the public service of a developing country -a research area that has been explored relatively very little. While more research has been devoted to the business sector, the applicability of findings -by a study of the business sector into the public sector -requires further study, due to the different type of analysis of their customers (Wisniewska and Szczepanska, 2014) . This gap posits the significance of this study from both the theoretical and practical point of view. Therefore, this study will establish the following threefold objective, by identifying the following:
• The relationship between human resource management (employee training and employee participation) and employee satisfaction.
• The relationship between employee satisfaction and customer satisfaction.
• The indirect relationship between human resource management (employee training and employee participation) and customer satisfaction.
• This objective is set to answer the following research questions;
• Does employee satisfaction relate to human resource management (employee training and employee participation)?
• Does customer satisfaction relate to employee satisfaction?
• Does customer satisfaction indirectly relate to human resource management (employee training and employee participation), as mediated by employee satisfaction?
THE SUCCESS OF TQM AS BEING RELIANT ON THE EMPLOYEE
Employees have an essential role in strategizing the satisfaction of customers, particularly in service organizations. They are people who are mutually interacting with customers; and, in most cases, they are the first to understand their customers' reactions. Given their enormous role regarding TQM, employee training and employee participation are given wide attention in the literature; nevertheless, its indirect effect on customer satisfaction, through the mediating variable of employee satisfaction, is -by and large -relatively less reported.
Training is essential for organizational aims, in order to develop effective and positive employee attitudes (Leppel et al., 2012; Mansour and Jakka, 2013) towards TQM. These successful organizations are believed to have invested a huge amount of resources in training -far more than have other organizations (Kraiger, 2003) ; and similar concluding remarks have been reported in TQM literature (Ubeda-Garcia, 2013) . This report revealed the positive outcome of employee training on both employee and customer satisfaction. In fact, the training itself is found to be one of the most important factors for employees to remain motivated in performing their jobs, because training provides them with new skills and knowledge, both of which require them to perform their jobs (Panagiotakopoulos, 2013) . Employee satisfaction is a term used in this study which refers to the emotional evaluation of employees -not only as regards their job responsibility, but also their working environment -which is consistent with their definition of job satisfaction as suggested in the literature (Weiss, 2002) . The terms 'employee satisfaction' and 'job satisfaction' have been used interchangeably in the literature (Leppel et al., 2012) .
Training would enable employees to improve their knowledge and skills as related to their work, which later becomes translated into higher productivity (Leppel et al., 2012) . This also has an impact on employee motivation (Wexley and Latham, 2002) . Another study reports that training has a significant effect on employee satisfaction (Chang et al., 2010) . As derived from the above analysis, a positive relationship between employee training and employee satisfaction would be expected. The first hypothesis of this study is therefore as follows:
H1: There is a relationship between employee training and employee satisfaction.
Employee participation also coined as employee empowerment, employee involvement and collection management (Steinheder et al, 2006) . It refers to, amongst others, the working culture that stimulates employees to provide suggestions, make decisions and enjoy a mutual communication within and across different management levels (Haines et al., 2010) . This is a working culture widely advocated in TQM literature as being amongst the most critical factors for securing the good outcome of TQM. In other words, responsibilities as regards meeting the expectations of customers go beyond the quality controller -whereas all employees need to work collectively as a team. The employee participation within and across all departments is necessary if TQM is to be successful (Kucerova et al., 2011) . Such a premise is even more justifiable as regards servicing organizations, due to its nature which is heavily reliant on a thorough knowledge of human capital in delivering service to their customers (Altinay and Altinay, 2006) . Employees, who participate extremely hard in their tasks, are likely to perform better in their jobs. This is largely due to the reported research in which they were found to have a higher level of job satisfaction (Saks, 2006) . Drawing upon the discussion as narrated in the preceding paragraph, the second hypothesis of this study should be generated as follows:
H2: There is a relationship between employee participation and employee satisfaction.
An employee with a high level of job satisfaction would contribute to the attainment of the bottom result of TQM, which is customer satisfaction. This has been confirmed in a study on employees in the banking industry in the UK, where employee satisfaction has been reported as a significant predictor of job performance (Yalabik et al., 2013) . The service provider, as a determinant factor in delivering services that satisfy the customer, has also been established (Ridzuan and Ismail, 2013) . Another researcher also reports a significant link between employee satisfaction and customer satisfaction (Koys, 2001) . Based upon the discussion in this paragraph, this article offers the following third hypothesis:
H3: There is a positive relationship between employee satisfaction and customer satisfaction.
Training enhances employees' motivation (Wexley and Latham, 2002) which in turn motivates them to deliver service that leads to a satisfied customer (Ullah and Yasmin, 2013) . Employee participation has been recognized as being essential for customer satisfaction, which is due to employees with high participation, who would develop positive attitudes and emotions towards their jobs -which in turn would translate into better service-delivery to their customers (Yuhanis and Zaiton, 2012) . This discussion regards the indirect relationship between employee training, and employee participation on performance -through employees.
H4: There is an indirect relationship between employee training and customer satisfaction through employee satisfaction.
H5: There is an indirect relationship between employee participation and customer satisfaction through employee satisfaction.
DATA COLLECTION
Data for this study was collected using a 5-point Likert scale questionnaire, based on previous research. Items in the questionnaire were carefully developed and pilot-tested before it was later used in the main study. The development process questionnaire involved academics and practitioners alike, in order to further examine the questionnaire from a perspective of content, language and presentation -together with the requirements of statistical analysis. Reliability results and the validity of research instruments are reported in the section of results of data analysis.
A total of 250 questionnaires were distributed to local authorities in Malaysia. A number of 205 of these were returned and were suitable for analysis. A distribution of questionnaires to each local authority was carried out according to the number of departments in each local authority. Each local authority has a different number of departments due to varying size and structure. The percentage of response rates from each local authority differs as shown in Table  1 . This study was done at a departmental level in which the unit of analysis was the departments within local authorities. Rather than examining organization-wide levels as the unit of analysis, departmental levels deemed it to be more appropriate due to the nature of entities of local authorities which are homogeneous, inter-organizational and heterogeneous within organizations. In other words, all local authorities most likely have similar functions and activities. However, within local authorities, there are various departments with a very diverse form of activities and different levels of intensity as regards the customer's engagement.
RESULTS OF DATA ANALYSIS
This section reports results of data analysis as well as hypothesis testing. Table 2 reports the mean, standard deviation, and min and max score of all constructs being examined. Theoretical range value for all constructs is between one and five. Table 3 reports the results of the reliability test and the exploratory factor analysis. The Cronbach coefficient-alpha for all constructs was, as above, the suggested level of 0.70 (Nunnaly and Bernstein, 1994), thus indicating an acceptable level of internal consistency. In relation to factor analysis, the results lead to a conclusion that all items attached to their parent construct are statistically correctly assigned, as based on the value of a factor loading which is above 0.30 (Hair et al., 1998) . 
Descriptive Analysis of the Constructs

Note: ES-Employee Satisfaction; CS-Customer Satisfaction
Tests on skewness and kurtosis were carried out to determine the normal distribution of data for multivariate analysis, and was not violated. Table 4 reports a satisfactory result that data of this study had a normal distribution, based on the threshold of lower than 3.00 for skewness, and lower than 10.00 for kurtosis (Kline, 1998) . Conclusion on the model fit was based upon a series of indices of the model as shown in Figure 1 and Table 5 . Table 5 reports indices of the model tested. Based upon the threshold of acceptable model fit (Hair et al., 1998) , the five indices surpassed the suggested threshold, namely Chi-Square, Goodness of Fit Index (GFI), Adjusted Goodness of Fit Index (AGFI), Tucker Lewis Index (TLI) and Comparative Fit Index (CFI). In other words, the model, after the addition of correlational paths between training and participation, was considered fit. Table 6 reports hypothesis testing. The benchmark critical ratio of above 1.96 (Arbuckle and Worthe, 1999) was referred to in order to draw a conclusion. Drawing upon the results, H1, H2 and H3 of this study are supported. Table 7 reports the direct and indirect effects of the research model. There are indirect relationships between employee training and customer satisfaction (0.278) and employee participation and customer satisfaction (0.209). In other words, employee training and employee satisfaction would be able to increase customer satisfaction, as mediated by employee satisfaction. Therefore, the H4 and H5 of this study were supported. 
Table 5 -Levels of Acceptable Fit of Selected Goodness of Fit Measures
Goodness of Fit Measures
Table 6 -Hypothesis Testing
DISCUSSION
The findings of this study's relation to significant effects as regards employee training and satisfaction is consistent with the premise of training which enables employees to continuously update their work skills, as required by them to perform their job. The knowledgeable worker is found to result in job satisfaction (Panagiotakopoulos, 2013) . In relation to training design, previous study has also found that job training is more favorable for employees than off-job training, due to on-job training which enables them to learn directly from their supervisor (Panagiotakopoulos, 2013) . Despite training design is beyond the scope of this present study, and closer attention to this issue is likely to enable managers of TQM-organization to gauge better strategies related to quality training.
This study also reports a significant relationship between employee participation and employee satisfaction. While employee training is associated with skills improvement, it has been reported to increase employee motivation as well (Wexley and Latham, 2002) . For the practice of employee participation, its benefits are more associated with work motivation (Huselid, 1995) ; and its effect is to improve employee skills through a learning curve, which is likely to occur. As reported in this study, the hypothesis of the relationship between both practices and employees' satisfaction was supported. In other words, managers should also consider the spectrum of human resource management as regards managing their employees. Training is also strengthening the practice of employee participation in which such training provides knowledge and skills as regards principles, practices and techniques related to TQM (Dean and Bowen, 1994) . In this manner, employees can effectively participate to a high degree with the implementation of TQM. The positive effect of human resource management on customer satisfaction has also been reported in a study on banking firms in Pakistan (Ullah and Yasmin, 2013) .
The indirect effect of employee training on customer satisfaction, mediated by the variability of employee satisfaction, is in line with previous study (Leppel et al, 2012) . In their study, they have reported that training has an indirectly positive effect on productivity through employee satisfaction. Training was also suggested as a solution for organizations which have an employee problem, by encouraging a positive attitude towards TQM (Mansour and Jakka, 2013) . For service organizations like public service, the bottom line for satisfying customers is largely associated with human resources: in particular, the kind of employee who has direct contact with customers. In contrast, customer satisfaction, as regards manufacturers, is deemed easier to gauge due to its association with features of tangible product. Although TQM was originally developed by quality gurus, such as Deming, Juran and Crosby, in responding to the issue of product quality in manufacturing, its applicability in service organization has also been reported as being successful since quality has the same direction for both sectors which are striving for excellence (Wisniewska and Szczepanska, 2014) .
The concept of internal and external customer relationships that have been widely discussed in TQM literature, form a base for discussing the positive relationship between employee satisfaction and customer satisfaction which have been discovered in this study. The concept of internal customers advises that employees or departments who receive goods or service from another employee or department are considered to be a customer (Ullah and Yasmin, 2013) . A satisfied internal customer is likely to lead to a satisfied external customer. Drawing upon findings that indicate positive relationships between employee satisfaction and customer satisfaction, this study urges firm managers in order to ensure that the training on quality, developed and deliberated for the employee, has to ensure a positive impact on their job satisfaction. Thus may the TQM outcome of customer satisfaction be reaped. This conclusion is not surprising, as the literature has widely discussed effective employee training as the basic prerequisite for implementing TQM (Calver and Tari, 2008) .
In addition to employee training, this study has also found that employee participation is associated with both employee satisfaction and customer satisfaction. This finding is consistent with the literature that reports on employee participation as a pertinent source of performance for both employee and institution level performance (Harter et al., 2002) . Employees who are actively participating in organizational strategy in various stages of planning, controlling, evaluation and feedback alike, would have better insight about what is going on and where their organization is heading. Therefore, organizations are encouraged to develop an organizational climate that fosters rich communication among employees across all levels; and on which all employees are taking responsibility for quality improvement (Mehta and Mehta, 2013) . In other words, there is a need for culture of quality in each and every person business. For TQM to be successful, all employees across all levels have to actively participate in delivering services which at least meet the customer's expectation (Kucerova et al., 2011) .
LIMITATIONS AND FUTURE DIRECTIONS
This study has limitations which are also open to thought for further work in this research stream. This study limits its scope to quality-related training, leaving aside other forms of training which are likely to have a positive effect on outcomes. This study is also fully aware of the commonly used variables with different terms; but these are likely to refer to the similar coin, such as that of employee engagement and employee participation. At this point, a closer look may provide new insight into what may be fruitful for future research. This study also acknowledges that employee satisfaction and customer satisfaction are an outcome of many variables, other than employee training and employee participation. Future research may also test a refined theoretical framework by taking into consideration other factors regarding employee satisfaction -such as reward systems, job requirements, work schedules and the like.
CONCLUSION
While customer satisfaction has gradually become a central objective of TQM implementation, this paper reveals that the organization should pay close attention in order to improve employee satisfaction as well. Employee satisfaction is a result of effective human resource management, acknowledging the critical role of employees in executing TQM -where skills, knowledge and the motivation of employees are nurtured through training and participation. Both the practices of training and participation would prepare their employees to be
